POVEZIVANJE PERCIPIRANE ETIČKE KLIME S REZULTATIMA PERFORMANSI: POSREDNIČKA ULOGA UKORIJENJENOSTI RADNOG MJESTA by Osman M. Kartape










This study develops and tests a research model that investigates work
engagement as a mediator of the e¤ects of coworker and supervisor sup-
port on career satisfaction, service recovery performance, job performance,
and creative performance. Data were obtained from frontline hotel em-
ployees with a time lag of one month and their immediate supervisors
in Cameroon. The relationships were tested using LISREL 8.30 through
structural equation modeling. The results demonstrated a better t for the
fully mediated model when compared to the partially mediated model. The
results further revealed that work engagement fully mediated the e¤ects of
coworker and supervisor support on the previously mentioned outcomes.
Implications of the results and their future research directions are o¤ered.
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1 Introduction
In todays competitive market environment, astute hotel managers recognize
that delivery of service quality is a must for organizational success and survival.
Employees having intense face-to-face or voice-to-voice interactions with cus-
tomers play the most critical role in this process (Cheng et al., 2008; Weber
and placeCitySparks, 2010; Yavas et al., 2010). Such employees are also among
the main actors who can return disgruntled customers to a state of satisfac-
tion after a service failure (Yavas et al., 2010). In addition, according to the
resource-based view, inimitable human resources (e.g., highly qualied frontline
employees) are pivotal in service delivery process (Jerman and Zavrnik, 2006;
Karatepe and Aleshinloye, 2009). Under these circumstances, hotel managers
are in need of frontline employees who can deliver quality services to customers
and deal with customer problems e¤ectively (cf. Awang et al., 2010; Ivankoviè
et al., 2010; Yavas et al., 2010).
Work engagement (WE), which refers to a positive, fullling, work-related state
of mind that is characterized by vigor, dedication, and absorption(Schaufeli et
al., 2002, p. 74), leads to positive employee outcomes (Bakker and Demerouti,
2008). In Schaufeli et al.s (2002) study, vigor is dened as high levels of en-
ergy and mental resilience while working, the willingness to invest e¤orts in ones
work, and persistence even in the face of di¢ culties, while dedication refers to
a sense of signicance, enthusiasm, inspiration, pride, and challenge(p. 74).
Absorption, which is another dimension of WE, is dened as being fully con-
centrated and deeply engrossed in ones work, whereby time passes quickly and
one has di¢ culties with detaching oneself from work(p. 75). Engaged employ-
ees have elevated levels of energy while working and are dedicated. In addition,
these employees are fully engrossed in their work. It has been shown that the
availability of job resources such as coworker support (CS) and supervisor sup-
port (SS) enhances WE, which in turn results in positive employee outcomes
(Bakker et al., 2004; Bakker and Demerouti, 2008).
Against this background, this study develops and tests a research model (see
Figure 1) that examines WE as a mediator of the impacts of CS and SS on
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employee outcomes based on the precepts of the motivational process of the
Job Demands-Resources (JD-R) model. The model contends that CS and SS
increase WE. WE in turn leads to career satisfaction (CSAT), service recovery
performance (SRP), job performance (JP), and creative performance (CRP).
Consequently, WE fully mediates the e¤ects of CS and SS on the aforementioned
outcomes. These relationships are tested using data collected from frontline
employees with a time lag of one month and their immediate supervisors in
the four- and ve-star hotels in country-regionCameroon in the sub-Saharan
placeAfrica.
Investigating such relationships is relevant and signicant. First, WE is an
important signal of occupational well-being for employees and organizations
(Bakker and Demerouti, 2008). Despite this realization, empirical research re-
garding the impact of WE on hotel employeesbehavioral outcomes in the work-
place is scanty (Karatepe, 2011; Slåtten and Mehmetoglu, 2011). This is also
valid for the antecedents of WE in frontline service jobs in the hotel industry
(Karatepe and Olugbade, 2009). This is surprising, because management of
the hotels has to retain a pool of engaged frontline employees who are satised
with their career in terms of goals for income, advancement, and development
of new skills, display high quality JP, e¤ectively recover from service failures,
and produce new ideas and display novel behaviors.
Second, there are a number of empirical studies about WE based on data derived
from the developed Western countries such as the country-regionNetherlands
(e.g., Bakker and Bal, 2010; Schaufeli and Bakker, 2004), country-regionFinland
(e.g., Bakker et al., 2007; Hakanen et al., 2006), country-regionCanada (e.g.,
Saks, 2006), and placecountry-regionSpain (e.g., Salanova et al., 2005). How-
ever, there is a dearth of empirical research regarding WE using data col-
lected from the developing non-Western countries (Chung and Angeline, 2010;
Karatepe et al., 2010), especially in the African continent (Karatepe and Olug-
bade, 2009; Karatepe, 2011). Research indeed reveals that there is an under-
representation of the African research data in the services marketing literature
(Svensson et al., 2008).
Third, the preponderance of empirical research pertaining to WE has focused
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on data obtained at one point in time and/or self-report data (Halbesleben and
Wheeler, 2008). In Halbesleben andWheelers (2008) study, it is also stated that
much of empirical research about performance variables has been operational-
ized using a single source. Consistent with the suggestions made by Podsako¤
et al. (2003), this study uses a temporal separation between the measurement of
the independent and dependent variables. The current study also tests frontline
employeesperformance outcomes as assessed by their supervisors.
By testing WE as a full mediator of the e¤ects of CS and SS on attitudinal and
behavioral outcomes through data collected from frontline hotel employees with
a one-month time lag and their immediate supervisors in Cameroon, this study
lls in the abovementioned voids and serves as a frame of reference for future
research.
The next section of the article presents the study hypotheses. This is followed
by discussions of the method and results of the study. The article concludes
with implications of the results and avenues for future research.
2 RESEARCH HYPOTHESES
The JD-R model proposes that work characteristics can be classied into two
general categories that are job demands and job resources, although every oc-
cupation may have its own specic characteristics associated with the work
domain (Bakker et al., 2004; Demerouti et al., 2001). The JD-R model assumes
two processes: the health-impairment process and the motivational process.
The health-impairment process posits that the presence of high job demands
(e.g., workload, role stress) in the workplace may exhaust employeesphysical
and mental resources and result in energy depletion and health problems (Xan-
thopoulou et al., 2007). Research shows that job demands positively inuence
exhaustion/burnout, which in turn leads to negative outcomes such as impaired
JP (Bakker et al., 2004) and ill health (Hakanen et al., 2006). The motivational
process contends that job resources (e.g., SS, CS, performance feedback) foster
WE resulting in positive outcomes such as job satisfaction, organizational com-
mitment, and JP (Bakker and Demerouti, 2008). Specically, job resources,
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due to their intrinsic and extrinsic motivational roles, mitigate job demands,
stimulate employeesgrowth, learning and development, and foster goal accom-
plishment (Bakker and Demerouti, 2007; Xanthopoulou et al., 2007). Under
these circumstances, such employees have high levels of WE, and therefore,
display positive outcomes (Bakker and Demerouti, 2007; Hakanen et al., 2006).
As depicted in Figure 1, CS and SS are linked to WE. Employees who are able
to obtain su¢ cient support from their coworkers and supervisors are engaged
in their work. In empirical terms, Schaufeli and Bakker (2004) found that job
resources (i.e., supervisory coaching, colleague support, performance feedback)
positively inuenced WE among the Dutch employees in three di¤erent samples.
Bakker et al. (2007) also showed that SS increased WE among Finnish teachers.
Therefore, the following hypotheses are proposed:
H1(a): CS is positively related to WE.
H1(b): SS is positively related to WE.
Engaged employees display high levels of energy while working, are involved and
feel happily absorbed in their work. Such engaged employees have desirable job
outcomes for themselves and their organization (Bakker and Demerouti, 2008;
Bakker et al., 2008). In this study CSAT, SRP, JP, and CRP are considered as
the four important outcomes for employees and the organization. CSAT, which
refers to . . . personal satisfaction with various aspects of career progress and
success . . .  (Parasuraman et al., 1996, p. 283), is a critical career outcome
(Greenhaus et al., 1990).
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FIGURE 1 Research Model
Source: Authors Calculation
SRP and JP are the two organizationally valued performance outcomes (Ashill
et al., 2008; Yavas et al., 2010). SRP refers to frontline employeesabilities and
actions to resolve a service failure to the satisfaction of the customer (Babakus et
al., 2003). JP is dened as the level of productivity of an individual employee,
relative to his or her peers, on several job-related behaviors and outcomes
(Babin and Boles, 1998, p. 82). CRP refers to the amount of new ideas gen-
erated and novel behaviors displayed by employees in carrying out job-related
tasks (Wang and Netemeyer, 2004). CRP that has not received much empir-
ical attention in the relevant literature is also a critical performance outcome
(Karatepe et al., 2008).
Engaged employees are likely to be satised with their career concerning goals
for income, advancement, and development of new skills, can provide quality ser-
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vices to customers, and display e¤ective service recovery. In addition, they can
create new ideas for service delivery process and display novel behaviors for the
e¤ective resolution of customer problems. Therefore, the following hypotheses
are proposed:
H2: WE is positively related to (a) CSAT, (b) SRP, (c) JP, and (d) CRP.
As mentioned before, the motivational process of the JD-R model is used to
develop hypotheses regarding the full mediating role of WE. That is, CS and SS
foster employeesWE leading to CSAT, SRP, JP, and CRP. There is empirical
evidence supporting similar relationships. For example, WE fully mediates the
e¤ects of job resources on organizational commitment (Hakanen et al., 2006),
in-role and extra-role performances (Chung and Angeline, 2010), and turnover
intentions (Schaufeli and Bakker, 2004).
In light of the precepts of the motivational process of the JD-R model and em-
pirical evidence in the relevant literature, the following hypotheses are proposed:
H3: WE fully mediates the e¤ect of CS on (a) CSAT, (b) SRP, (c) JP,
and (d) CRP.
H4: WE fully mediates the e¤ect of SS on (a) CSAT, (b) SRP, (c) JP, and
(d) CRP.
3 METHOD
3.1 Sample and Procedure
Data were gathered from a sample of full-time frontline employees (e.g., front
desk agents, food servers, bartenders, door attendants, bell attendants) with a
one-month time lag and their immediate supervisors in the four- and ve-star
hotels in Yaoundé and CityDouala in placecountry-regionCameroon. There were
3 four-star hotels and only one ve-star hotel in Yaoundé and 2 four-star hotels
in placeCityDouala at the time of this study. These hotels were licensed by
the National Tourism Council under the Ministry of Tourism in placecountry-
regionCameroon. Permission for data collection was obtained from management
of the ve-star hotel and two four-star hotels in Yaoundé and only one four-star
Osman M. Karatepe - JOB RESOURCES, WORK ENGAGEMENT, AND
HOTEL EMPLOYEE OUTCOMES: A TIME-LAGGED ANALYSIS
Economic Research - Ekonomska Istrazivanja Vol. 25(3) Page:651
hotel in placeCityDouala. The self-administered questionnaires that had infor-
mation about the assurance and condentiality of the study were distributed
directly to frontline employees with the help of their immediate supervisors.
The Time I questionnaire included the CS, SS, and WE measures and items re-
garding respondentsprole (i.e., age, gender, education, organizational tenure).
The Time II questionnaire was composed of the CSAT measure. Finally, the
supervisor questionnaire consisted of the SRP, JP, and CRP measures.
338 questionnaires were distributed to frontline employees at Time I. By the cut-
o¤ date for data collection at Time I, 269 questionnaires were retrieved, yielding
a response rate of 79.6%. 269 questionnaires were then distributed to the same
frontline hotel employees at Time II. By the cut-o¤ date for data collection, 212
questionnaires were received for a response rate of 78.8% of the original sample
and 62.7% of the entire population. 212 questionnaires that were matched with
the Time I and Time II questionnaires were obtained from the supervisors.
16% of the respondents were between the ages of 18-27, while 47% were aged
between 28 and 37 years. 30% of the respondents were between the ages of
38-47 and the rest were older than 47. 52% of the respondents were male. 14%
of the respondents had primary school education and 36% secondary and high
school education. 36% of the respondents had two-year college degrees and the
rest had four-year college degrees. 4% of the respondents had tenure of below
one year, 34% between one and ve years, and 41% between six and ten years.
The rest of the respondents had tenures more than ten years.
3.2 Measures
All perceptual variables in this study were operationalized using multiple items
from di¤erent sources in the relevant literature. Broadly speaking, CS was
measured through ve items from Hammer et al. (2004). SS was measured using
ve items from Karasek et al. (1982). The shortened version of the Utrecht WE
Scale (nine items) was used to measure WE (Schaufeli et al., 2006). CSAT
was operationalized via ve items from Greenhaus et al. (1990). Five items
from Bosho¤ and Allen (2000) were used to measure SRP. Five items adapted
from Babin and Boles (1998) were used to operationalize JP. Finally, six items
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adapted from Wang and Netemeyer (2004) were used to measure CRP.
Responses to items in CS, SS, CSAT, SRP, and JP were recorded on ve-point
scales ranging from 5 (strongly agree) to 1 (strongly disagree). Response options
for items in WE ranged from 6 (always) to 0 (never). Responses to items in
CRP were elicited on a ve-point scale ranging from 5 (almost always) and 1
(never).
All items in the three questionnaires were originally prepared in English and
then translated into French using the back-translation method (Parameswaran
and Yaprak, 1987), because data were collected from frontline hotel employees
and their immediate supervisors in two-French speaking regions of placecountry-
regionCameroon. The Time I and Time II questionnaires were tested with two
di¤erent pilot samples of 10 employees. The supervisor questionnaire was also
tested with a pilot sample of 10 supervisors. No changes were made in the
questionnaires, because frontline employees and their supervisors did not have
any di¢ culty in understanding items.
3.3 Data Analysis
This study employed a series of conrmatory factor analysis (CFA) for providing
evidence of convergent and discriminant validity and used structural equation
modeling (SEM) for assessing the hypothesized relationships through LISREL
8.30 (Joreskog and Sorbom, 1996). Specically, in the present study a two-step
approach including CFA and SEM was used (Anderson and Gerbing, 1988).
The rst step consisted of the measurement quality of scale items in terms of
convergent and discriminant validity. The second step was related to a compar-
ison of two models based on the 2 di¤erence test. The overall 2 measure, GFI
[Goodness of t index], CFI [Comparative t index], IFI [Incremental t index],
RMSEA [Root mean square error of approximation], and SRMR [Standardized
root mean square residual] were used to assess model t. In addition, the inter-
nal consistency reliability was evaluated on the basis of the 0.70 benchmark.
The following conditions were used for the mediation analysis (Baron and Kenny,
1986): (1) there are signicant relationships between the predictor variables (CS
and SS) and the mediator (WE), (2) there are signicant relationships between
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the predictor variables (CS and SS) and the criterion variables (CSAT, SRP, JP,
and CRP), (3) there are signicant relationships between the mediator (WE)
and the criterion variables (CSAT, SRP, JP, and CRP), and (4) full mediation
will hold if the predictor variables (CS and SS) have no signicant relationships
with the criterion variables (CSAT, SRP, JP, and CRP) when the mediator
(WE) is controlled. The last condition was evaluated by comparing the fully




One item from the SRP measure and two items from the WE measure were
dropped due to low standardized loading estimates during CFA. The results
also revealed that several items loaded on more than one factor. Therefore,
one item each from the CS, SS, and WE measures as well as two items each
from the CSAT and JP measures and three items from the CRP measure were
deleted during CFA. The nal results of CFA demonstrated a good t of the
seven-factor model to the data based on a number of t statistics (2 = 455.41,
df = 303; 2 / df = 1.50; GFI = 0.86; CFI = 0.93; IFI = 0.93; RMSEA =
0.049; SRMR = 0.047). The magnitudes of the standardized loading estimates
ranged from 0.51 to 0.86 and their t-values were signicant. Seventeen out of
27 estimates were greater than 0.70. Overall, the results provided support for
convergent validity (Anderson and Gerbing, 1988).
Discriminant validity was evaluated based on a series of 2 di¤erence tests (p <
0.01) using measures of each pair of constructs. Specically, a two-dimensional
model for each pair of constructs was rst t, and then items representing
each construct were forced into a single-factor solution. The 2 di¤erence test
produced a signicant result for each pair of measures. Consequently, there was
evidence of discriminant validity (Anderson and Gerbing, 1988).
Table 1 presents means, standard deviations, and correlations of study variables.
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Coe¢ cient alphas for CS, SS, WE, CSAT, SRP, JP, and CRP are also reported
in Table 1.
4.2 Structural Model Results
A close examination of the results in Table 1 reveals that all direct linkages
are signicant and the rst three conditions for a mediation analysis are met.
Specically, both CS (r = 0.274) and SS (r = 0.335) are positively correlated
with WE. According to the results in Table 1, CS is positively correlated with
CSAT (r = 0.213), SRP (r = 0.171), JP (r = 0.244), and CRP (r = 0.126).
SS has a positive correlation with each of the employee outcomes (CSAT, r =
0.337; SRP, r = 0.120; JP, r = 0.185; and CRP, r = 0.123). The results in Table
1 also demonstrate that WE is positively correlated with CSAT (r = 0.381),
SRP (r = 0.241), JP (r = 0.342), and CRP (r = 0.135).
The fully mediated or hypothesized model (2 = 477.83, df = 312) is compared
to the partially mediated model (2 = 460.90, df = 304) using the 2 di¤erence
test (p < 0.01) to meet the last condition for a mediation analysis. That is, the
result pertaining to the 2 di¤erence test suggested a non-signicant di¤erence in
t ( ∆ 2 = 16.93, ∆ df = 8, non-signicant). Accordingly, the fully mediated
model appeared to have a better t than the partially mediated model.
Osman M. Karatepe - JOB RESOURCES, WORK ENGAGEMENT, AND
HOTEL EMPLOYEE OUTCOMES: A TIME-LAGGED ANALYSIS
Economic Research - Ekonomska Istrazivanja Vol. 25(3) Page:655
TABLE 1 - Scale Reliabilities, Means, Standard Deviations, and Correlations
of Study Variables (n = 212)
Variables 1 2 3 4 5 6 7
1. Coworker support 1
2. Supervisor support 0.284** 1
3. Work engagement 0.274** 0.335** 1
4. Career satisfaction 0.213** 0.337** 0.381** 1
5. Service recovery
performance
0.171** 0.120* 0.241** 0.273** 1
6. Job performance 0.244** 0.185** 0.342** 0.360** 0.677** 1
7. Creative performance 0.126* 0.123* 0.135* 0.224** 0.669** 0.689** 1
Mean 4.12 3.91 4.36 3.44 3.87 3.46 3.57
Standard deviation 0.58 0.7 1.01 0.8 0.62 0.81 0.69
Cronbach’s Alpha 0.79 0.83 0.86 0.66 0.84 0.88 0.8
Source: Authors Calculation
Notes: Composite scores for each measure were obtained by averaging scores
across items representing that measure. Higher scores indicated higher levels of
each variable (e.g., coworker support, creative performance).  p < 0.05,  p
< 0.01, one-tailed test.
The hypothesized model t the data reasonably well based on the following
model t statistics: (2 = 477.83, df = 312; 2 / df = 1.53; GFI = 0.86;
CFI = 0.92; IFI = 0.93; RMSEA = 0.050; SRMR = 0.062). The results for
the hypothesized model are given in Table 2. The results of SEM in Table 2
showed that CS (11 = 0.22, t = 2.63) and SS (12 = 0.33, t = 3.91) depicted
signicant positive relationships with WE. Therefore, hypotheses 1(a) and 1(b)
were supported. The results of SEM also revealed that WE exerted signicant
positive e¤ects on CSAT (21 = 0.51, t = 4.93), SRP (31 = 0.31, t = 3.80), JP
(41 = 0.41, t = 5.10), and CRP (51 = 0.18, t = 2.20). Therefore, hypotheses
2(a), 2(b), 2(c), and 2(d) were supported.
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As for the results of SEM regarding the mediating e¤ects in Table 2, all hypothe-
ses were supported. Specically, the results showed that the indirect impact of
CS on CSAT (standardized indirect e¤ect = 0.11, t = 2.40), SRP (standard-
ized indirect e¤ect = 0.07, t = 2.23), JP (standardized indirect e¤ect = 0.09,
t = 2.42), and CRP (standardized indirect e¤ect = 0.04, t = 1.72) via WE
was signicant and positive. The results collectively illustrated that WE fully
mediated the e¤ect of CS on CSAT, SRP, JP, and CRP. Therefore, hypotheses
3(a), 3(b), 3(c), and 3(d) were supported.
According to the results in Table 2, WE also functioned as a full mediator of the
impact of SS on CSAT, SRP, JP, and CRP. The indirect e¤ect of SS on CSAT
(standardized indirect e¤ect = 0.17, t = 3.26), SRP (standardized indirect e¤ect
= 0.10, t = 2.86), JP (standardized indirect e¤ect = 0.14, t = 3.31), and CRP
(standardized indirect e¤ect = 0.06, t = 1.96) through WE was signicant and
positive. Therefore, there was empirical support for hypotheses 4(a), 4(b), 4(c),
and 4(d). The results accounted for 21% of the variance in WE, 26% in CSAT,
9% in SRP, 17% in JP, and 3% in CRP.
5 DISCUSSION
5.1 Summary of Findings
The results reveal that the fully mediated model provides a better t to the data
when compared to the partially mediated model. The results further indicate
that all hypothesized relationships in the fully mediated model are supported.
Specically, frontline employees receiving adequate support from their coworkers
and supervisors are engaged in their work. Such employees in turn are satised
with their career, solve customer problems appropriately, deliver quality services
to customers, and display CRP.
More importantly, the results reported in this study provide support for the
motivational process of the JD-R model. In short, the results suggest that CS
and SS enhance WE, which in turn results in CSAT, SRP, JP, and CRP.
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TABLE - 2 Structural Model Results
Hypotheses Standardized path estimate t-value
H1(a): CS → WE (γ11) 0.22 2.63
H1(b): SS → WE (γ12) 0.33 3.91
H2(a): WE → CSAT (β21) 0.51 4.93
H2(b): WE → SRP (β31) 0.31 3.8
H2(c): WE → JP (β41) 0.41 5.1
H2(d): WE → CRP (β51) 0.18 2.2
H3(a): CS → WE → CSAT 0.11 2.4
H3(b): CS → WE → SRP 0.07 2.23
H3(c): CS → WE → JP 0.09 2.42
H3(d): CS → WE → CRP 0.04 1.72
H4(a): SS → WE → CSAT 0.17 3.26
H4(b): SS → WE → SRP 0.1 2.86
H4(c): SS → WE → JP 0.14 3.31
H4(d): SS → WE → CRP 0.06 1.96
R2 for: WE = 0.21; CSAT = 0.26;
SRP = 0.09; JP = 0.17; CRP = 0.03
Model fit statistics:
χ2 = 477.83, df = 312; χ2 / df = 1.53; GFI = 0.86;
CFI = 0.92; IFI = 0.93; RMSEA = 0.050; SRMR = 0.062
Source: Authors calculation
Notes: CS = Coworker support; SS = Supervisor support; WE = Work engagement;
CSAT = Career satisfaction; SRP = Service recovery performance; JP = Job perfor-
mance; CRP = Creative performance. All standardized path estimates are signicant
(p < 0.05 or p < 0.01). T-values: one-tailed test t > 1.3, p < 0.10; t > 1.65, p <
0.05; and t > 2.33, p < 0.01.
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5.2 Strengths of the Study
Several strengths of this study are of note. First, the current study lends em-
pirical support to WE as a full mediator of the e¤ects of CS and SS on four
important job outcomes in frontline service jobs in the hotel industry, which are
CSAT, SRP, JP, and CRP. It also provides empirical support for the motiva-
tional process of the JD-R model.
Second, this study extends the research stream on the antecedents and con-
sequences of WE to country-regionCameroon in the sub-Saharan placeAfrica.
Finally, the present study minimizes the possibility of common method bias by
testing the relationships through data collected from frontline employees with a
one-month time lag and their immediate supervisors.
5.3 Limitations and Future Research Directions
Although this study contributes to the existing knowledge base, viable prospects
for future research remain. First, incorporating other types of job resources
(e.g., training, empowerment, rewards) into the research model that may also
be equally important in frontline service jobs would enhance the understanding
of their e¤ects on CSAT, SRP, JP, and CRP via WE. Second, frontline male and
female employees may have di¤erent reactions to SS, WE, SRP, JP, or CRP.
With this realization, in future studies testing gender as a moderator of the
strength of relationships among the variables used in the present study would
be illuminating.
In addition, replication studies among other frontline employees in di¤erent ser-
vice settings (e.g., banks airlines) in placecountry-regionCameroon are needed
for cross-validating the results and broadening the database for further gener-
alizations.
5.4 Management Implications
The results of this study provide various implications from a managerial perspec-
tive. Specically, it is important for hotel managers to establish and maintain
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a work environment where frontline employees and their supervisors pay ut-
most attention to the critical roles of CS and SS. Since CS and SS trigger WE,
managers need to make sure that coworkers and supervisors provide support
whenever needed. Managers can also benet from hiring individuals who really
t well with the demands of frontline service jobs. This is a must for managers,
because long work hours, irregular and inexible work schedules, and excessive
job demands are among the problems in frontline service jobs. If managers hire
individuals whose expectations are not met, such individuals are likely to leave
the organization or management of the hotels is likely to have layo¤ decisions
for these individuals. Therefore, managers should use objective and scenario-
based tests for hiring the most suitable individuals. By doing so, management
of the hotels may plan to retain a pool of engaged employees who may display
satisfaction with their career and have high quality performance outcomes.
In closing, managers can arrange various workshops in order to receive feedback
from frontline employees for an e¤ective customer complaint management and
obtain new and creative ideas for a better service delivery process. When such
employees feel that they are considered as strategic partners of the organization,
they are likely to have high quality performance outcomes such SRP, JP, and
CRP.
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POVEZIVANJE PERCIPIRANE ETIµCKE KLIME S
REZULTATIMA PERFORMANSI: POSREDNIµCKA ULOGA
UKORIJENJENOSTI RADNOG MJESTA
Saµzetak:
Razvijen je i testiran konceptualni model koji ispituje ukorijenjenost radnog
mjesta kao posrednika utjecaja percipirane etiµcke klime na performansu posla
i pruµzanje usluga klijentima koje nadilaze duµznost. Podaci dobiveni u anal-
izi dijade hotelski zaposlenik na prvoj liniji-nadglednik u Nigeriji, koriteni su
kako bi se taj odnos ocijenio putem modeliranja strukturalnim jednadµzbama.
Rezultati pokazuju da ukorijenjenost radnog mjesta u potpunosti prenosi uµcinak
percipirane etiµcke klime na rezultate rada zaposlenika na prvoj liniji. Toµcnije,
zaposlenici s pozitivnom percepcijom etiµcke klime u tvrtki su ukorijenjeni na rad-
nim mjestima. Takvi zaposlenici prikazuju visoki nivo poslovne performanse i
spremni su pruµziti uslugu klijentima koja nadilazi njihovu duµznost. Rad raspravlja
o implikacijama ovih rezultata te nudi implikacije za budúca istraµzivanja.
Kljuµcne rijeµci: etiµcka klima, usluge klijentima koje nadilaze duµznost, ho-
telski zaposlenici, ukorijenjenost radnog mjesta, performansa posla, Nigerija
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